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A GAME PLAN FOR SUCCESS

Editor's Note: BCBSF's corporate
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Key areas of focus for 1993:
get ready for changes ...
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Girl Scouts learn lifesaving
techniques on equipment
BCBSF donates ...

four
Hurricane Andrew relief
funds are a "miracle" to
some in the Southern
Region ...

budget and plans for 1993 were
approved by the Board of Directors at
their January 30 meeting. This offi
cial stamp of approval gives us the
green light to proceed with 1993 pro
grams, projects and initiatives.
Here's a high-level overview of
what's ahead for 1993:

I

t's shaping up to be a
year that will be every bit
as challenging as 1992.
Various external factors
- such as a new presi
dent, a nation ready for change,
and significant societal issues will demand our attention and
definitely affect our business. In
other words, there's no rest for
the weary. So dig deep and find a
strong reserve of energy, enthusi
asm and commitment. It's going
to be a busy year for BCBSF.
On the national scene, health
care reform and public policy will
be the issues of broadest concern
to the company in the year ahead.
The eyes of the nation are focused
on the issue, and those eyes
expect to see results.
In this atmosphere of expectan
cy, we have a tremendous oppor
tunity to share our beliefs,
for example, about the ben
efits of managed care as a
possible solution to health
care ills. As an industry
leader with a proven track
record in managing care for
millions of people (saving
millions in the process),
BCBSF is well-positioned to
be an active player in the
efforts to reform the health
care system, both at the
state and the national level.
Look for us to be communicating
more about managed care suc
cesses, and also look for even
more "fine-tuning" of the compa
ny's current managed care pro
grams.
Building on all the programs
that helped us succeed in 1992
will be a continued focus in 1993.
Besides working on enhancing
our managed care programs,
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Photos above and below: Employees can expect increased emphasis. on organi
zation effectiveness in 1993. Major corporate initiatives like Total Quality
Management, recently introduced to employees in Government Programs,
will help bring about cultural change in the company.
we'll also be concentrating on
maintaining and improving our
financial strength.
Currently in good standing
financially (as proven by the fact
that we just earned another A+
rating from Standard & Poor' s,
the independent insurance rating
firm), plans are to tighten up even
more on our own financial man-

agement, making sure we are
being as efficient as possible.
What else can we expect for
the coming year? Bob Whitbeck,
director of Corporate Planning,
says, "You can expect more focus
on the management of adminis
trative expense and benchmark
ing against other companies'
financial performance."
Another significant topic for

1993 is organization effectiveness.
"Increasing our effectiveness is
key to our success," says
Whitbeck. "It's not a matter of
working harder, it's a matter of
working smarter. Not only do we
have to question the way we do
things internally, we also have to
be very mindful of what's going
on around us politically, socially
and competitively.
"Because of the
speed and frequency
of change in our
external environ
ment, we must be
ready and willing to
adapt. Even though
our 1993 budget has
been approved by
the Board, employ
ees can expect to be
replanning through
out the year. We
have to accept that change is the
only constar:it. Continually
improving our own performance,
challenging old ways of doing
things, keeping our customers
satisfied with our service -- these
are the issues we'll face in 1993."
Change is already well under
way. Total Quality Management
continued on page 2
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will be a continued focus
for the company. The ulti
mate goal of this initiative
is to bring about cultural
change within the corpo
ration that will help dif
ferentiate BCBSF from its
competitors,· help us pro
vide high quality prod-
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ucts and services, and help us
attract new customers and keep
the ones we have.
For your cutting and posting
pleasure, here in summary
form are some of the company
highlights for 1993:
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Financial Strength
In 1993, we will: analyze and manage our
administrative expenses; focus on accountability,
help all employees understand how they con
tribute to the bottom line; ensure efficiencies at
all levels; and check how we stack up against
other similar companies.
Although technically we should be in the sec
ond year of the downturn of the notorious
underwriting cycle, our financial performance is
very strong. We think this is because we under
stand the underwriting cycle better and have
been managing through it more successfully.
More importantly, our managed care programs
also deserve a lot of credit for our current good
standing financially: more of our customers are
signed up for managed care programs and take
advantage of the quality and savings they offer.
Marketing Strategy
1992 marked a turning point in our strategic
thinking. We developed a strategic marketing
plan to provide the foundation and outiine the
steps we need to take in the next few years to
ensure that we attract and retain customers.
For the future, our long-term goal is to have 25
percent of the market by 1997. To do this, we
have to attract customers away from our com
petitors, we have to keep more of our current
customers with us by offering them the service
they expect, and we have to continue our efforts
to develop products to offer to people who are
currently uninsured.
We will continue to focus on understanding
the needs, values and expectations of our cus
tomers and providers and we will be even better
at marketing to specific customers.
Public Policy
The most pressing public policy issues are about
cost, access and quality of health care. The prob
lems are severe, and we are committed to contin
uing our efforts to make a difference. We are still
convinced that the answers to the problems are
not easy, and that private competition and man
aged care will prove to be better solutions than
government intervention.
We will be increasing our efforts to work with
the government at both the state and national
level, and especially we'll be promoting our
managed care successes.
Managed Care
To build on the strengths of our managed care
programs, we will focus on better managing and
further reducing medical costs. We will improve
our management of our managed care networks
through more analysis and by establishing key
indicators, updating policies and improving pur
chasing arrangements.
The National Committee for Quality
Assurance accreditation survey of our health
maintenance organization and input and sugges
tions from doctors, hospitals, providers and oth-

er health care experts will provide valuable
information we can use to enhance current pro
grams and develop better ones in the future. We
will also focus on four major programs for 1993:
Corporate Medical Policy, Provider Relations,
Profiling and Outcome Analysis and Next
Generation Health Care.
Organization Effectiveness
Emphasis on improvement will continue and
programs like Total Quality Management (TQM)
will be used more and more as a way of helping
our company change to meet the needs of the
marketplace. TQM is hailed as a new and better
way of "getting things done." The ultimate goal
of TQM is to bring about cultural change within
the corporation that will help differentiate
BCBSF from its competitors.
We also will be developing, communicating
and implementing a strengthened Human
Resource Strategy. This means a well-understood
corporate management philosophy, placing pri
ority on the group versus the individual, and
focusing on developing people in the company.
Other Major Corporate Initiatives
We need improved information systems that are
more flexible and that process better to help us
manage our business. Three major projects in
1993 include: 1) The Health Care Administration
Project (HCAP), which will design, develop and
implement a new and different work environ
ment. The project involves people, processes and
programs in a drastic reorganization of the way
we do business. This is a long-term effort, but
several tangible steps will be taken in 1993: a)
Physician Provider Information Management; b)
Customer/Product Information Management; c)
Information Collection/ Eligibility
Verification/Rule Management; d) Medical
Event Administration. 2) Managed Health Care
System, a major project that will replace our cur
rent HMO claims processing system, is already
in place in the West Coast and in the Northeast
Regions. It will be introduced to the other
regions as follows: (subject to change) Central in
April, 1993; Northwest in July, 1993 and
Southern in April, 1994. 3) Interplan
Teleprocessing Services. This project links the
different plans processing systems to help us
better serve national customers.
National Association
With the focus on health care reform by the
Clinton Administration, it is important that we
continue to increase our influence within the
National Association. This will provide us with
more opportunities to help shape the strategic
direction of the Association. Specific areas of
focus for 1993 include: 1) protection of the BCBS
name and mark; 2) Public Policy at the national
level, and 3) national programs such as Interplan
Bank and Interplan Teleprocessing Services.
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in the spotlight
Data Center
Earns Top
Marks In Study

ducting for BCBSF's
Information
Systems and
Operations
Division.
The Corporate Data
The four areas of
Center has earned high
study are 1) the
Corporate Data
marks from Real
Center, including
Decisions Corporation
Technical Services
Inc. for exceptional cost
efficiency and value of
and other support
output services, says
units, 2) Voice Com
Roger Holton, director
Bill Cartwright, a computer operator in the Corporate munications, 3)
of Information Services.
Data Center, looks for a tape needed to process Data Communi
During a study con
a production job. cations, 4) Systems
ducted by Real Decisions
-Automated
Corporation (RDC) of the Corporate Data Center's Business Applications. The complete study is
1991 actual expenses and workload statistics, Blue expected to run through 1993.
Cross and Blue Shield of Florida consistently
Real Decisions Corporation Inc. maintains statis
ranked in the top ten percent in overall perfor
tics on more than 250 companies, including IBM,
mance excellence in every category.
General Motors, AT& T, American Express and four
The study of the Data Center is the first phase of other BCBS plans. ■
a four-phase benchmarking study the RDC is con-

vival rate is 70 percent.
One of our own employ
ees, Pam Stubbs in Senior Markets
(Central Region), was awarded the
Girls Scouts' Honorable Mention
Life Saving Award in 1985 after
she performed CPR to save a life.
Currently a CPR instructor with
the American Red Cross, Pam was
at the demonstration to answer
questions from the Girl Scouts and
members of the media who cov
ered the January 22 event. ■

A Lilesaving Lesson
Jacksonville-area Girl Scouts are
now even more prepared for
emergencies, thanks to some
hands-on training courtesy of
Blue Cross and Blue Shield of
Florida. The company donated
twelve Little Anne mannequins
to help girls at the Gateway Girl
Scout Council learn CPR (car
diopulmonary resuscitation.)
According to Emergency
Medical Services, drowning is
the second-leading cause of
death for children ages 5-17.
When resuscitation is performed
within four minutes, the sur-

Put Your Best Foot
Forward
BCBSF will once again sponsor
March of Dimes' WalkAmerica
events throughout the state in
1993. The walks and dates are as
follows:

Pam Stubbs and Ernie Brodsky (at podium) joined the Girl Scouts as they
practiced lifesaving CPR on twelve Little Anne mannequins
(photo above) donated by BCBSF.
•
•
•
•
•
•

Fort Walton - March 20
Gainesville - March 27
Jacksonville -April 3
Pensacola -April 3
South Florida -April 3
Orlando - April 24

The March of Dimes holds its
annual walkathons to help raise

money to fight birth defects. For
more information about the
walk planned for your area, call
your local coordinator or Rita
Jackson, overall coordinator, at
828-1311. This event is being
coordinated through the
Employees' Club. ■

service
anniversaries
The following employees celebrated
anniversaries in February:

five years
Corine A. Allen, Housekeeper...
Marcina E Allen, Supervisor
Medicare B Claims.... Ingrid T.
Andrews, Customer Service Rep B...
Carmen C. Arvelo, Supv Discharge
Planning... Vivian Baez, Claims
Examiner B... Donna M. Baker,
Telemarketing Sales Rep B... Laurie
A. Barba, Senior Examiner... Marvette
M. Benjamin, Customer Service Rep
B... Betty C. Cohron, Secretary A...
Theresa G. Jolly Council, Additional
Development Exam... Deccrys F
Frazier, Claims Examiner B...
Migdalia Haig, Individual Benefit
Coordinator... Saudia T. Hayes,
Customer Service Rep B... Linda F
Jackson, Supervisor, Medicare B
Claims... Bruce A. Kelly, Claims
Examiner A... Mary E Malouin, Field
Group Specialist... Francine Marshall,
Claims Service Rep Ill... Paul S.
Monson, Medical Director, NER...
Diane F Murray .. Rosalind V Myers,
Customer Service Rep B... Stephanie
A. Parrish-Goodall, Claims Examiner
A... Mercy C. Perez, Customer
Service Rep B... Catherine M. Perry,
Customer Service Rep B... Miriam
Rodriguez, Section Leader
Utilization... Rosetta Sheppard,
Correspondence Rep B... Lisa Y.
Smith, Other Carrier Liability
Analyst... Phyllis D. Stevens, Claims
Examiner B... Brenda A. Thomas,
Customer Service Rep A... Lourdes C.
Torres, Data Entry Operator...
Michelle L. Trice, Customer Service
Rep B... William J. Van Merkestyn,
Operation Analyst 11... Raul A. Viteri,
Records Clerk B... Velma T Williams,
Sec LO Customer Service SFL...
Vi"ctona A. Williams, Additional
Development Exam... Kendra W
Wilson, Claims Service Rep Ill...
Edwin J. littrower, Trainer.

service
anniversaries
continued on
page four
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Reliel Funds Truly
Appreciated

service
anniversaries
continued
ten years
Gladys C. Bullard, Accountant 11...
Rachel D. Dixon, Data Coordinator
(Prod) ACS... John C. Lansbury,
Systems Analyst 11... Lucy L. Love,
Secretary A... Fabio Molina,
Accountant I... Anne M. Turner, Field
Group Specialist.

fifteen years
William D. Barnes, Jr., Computer
Operator... Susan D. Holcomb,
Section Leader IX... Nelianora A.
Yparraguirre, Claims Service Rep Ill.

twenty years
Ann S. Blackshear, Customer Service
Rep B... Betty J. Holmes, Quality
Analyst QC & Analy PBO... Bette D.
Richardson, Correspondence Rep
B... Debra J. Richardson, Senior
Operations Analyst.

twenty-five years
Marilyn A. Daughtry, Personal
Service Rep... Leola D. Flynn,
Training Design & Development
Specialist... Jessie B. Kirkland,

other property. Still living in a
leased apartment, Alvarez and
her husband and four children
are hopeful that the money
they've received will help them
get their home repaired. Six
months after the hurricane,
there's still no roof on the house.
"Every time it rains, there's more
damage," says Alvarez, who
works in the Miami PARD office.

gling financially. The money she
received from her co-workers has
helped. Plus, she says, "the hurri
cane brought our department
closer. People have been really
"The money is like a miracle,"
supportive." Lianne also has
says Mariaelena Alvarez of the
praise for Employee Relations
check she received in December
and the extra assistance they
from the Employees' Club,
offered her in completing her
which is handling disbursement
application for relief funds.
of employees' donations to the
"Employees applying for
Hurricane Andrew
funds provided infor
relief efforts.
mation similar to that
BCBSF employees,
used by relief agencies
employees from other
in South Florida (such as
BCBS plans and private
United Way, Red Cross
contributors -moved
and FEMA)" says Randy
by the plight of those
Abernathy. Each appli
who lost homes and
cant received a calculat
property during the
ed share of the funds
August '92 disaster based on need.
have contributed about
It's been six months
$60,000 so far, says
since Andrew struck,
Randy Abernathy,
but donations are still
manager of
coming in, says
Employment/
Abernathy. "Future
Employee Relations
donations will be
A Hurricane Andrew Relief Committee has distributed accepted through March
Corporate Programs .
the $60,000 donated by BCBSF employees and others 31," he says. "At that
The funds were made
to eighteen victims of the August storm. time, all donations will
available to hurricane
stricken employees who
be disbursed among the
New employee Lianne
applied for them. A committee
same individuals using the same
led by Employees' Club with rep Bingham and her 2-and-a-half
disbursement method.
resentatives from Employee
year-old daughter Heather were
Employees who wish to make
also victims of the hurricane. The donations to the Hurricane
Services, Employment and
Employee Relations, the Miami
condominium they were renting
Andrew Relief Fund after March
office and Miami PARD dis
was destroyed, and only by
31 should make their donations
bursed the funds among eighteen standing guard against looters
directly through United Way or
employees who suffered severe
was Lianne able to salvage her
other reputable agencies." ■
property and personal loss.
furniture. Now living in a rental
Alvarez lost her home, car and apartment, Lianne is still strug-

Medicare Hearing Officer II.

correction:
Congratulations to Betty J. Woods,
United Support Analyst in Medicare
B Reviews. She celebrated her fifth
anniversary with BCBSF in January.
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employees only
1992-1993 United Way
Campaign Prize Winners
The following employees won the grand prizes
during the company's recent United Way
fundraising campaign, which resulted in a total
contribution to United Way of more than $465,000.
1. Bettye Fowler, State Accounts, won a weekend
for two in Orlando, including roundtrip airline
tickets, a stay at the Hyatt Regency, tickets to
Disney World and passes to Pleasure Island.
2. Robert Adam, Engineering, won a weekend for
two in Tampa, including two roundtrip airline
tickets, a stay at the Omni, dinner for two at
Seasons Restaurant, and car rental.
3. Scott Saxon, Industrial Engineering Services,
won an American Express Gift Certificate for
$250.
4. Robert Grubbs, Provider Unit, won a Publix
Gift Certificate for $250.
5. Leslie Roden, Orlando Customer Service, won
an American Express Gift Certificate for $250.
6. Nancy Lawton, Ft. Lauderdale Marketing, won
a weekend for two in Orlando, including a two
night stay at Embassy Suites and passes to Sea
World.

7. Terri Combs, Gainesville Customer Service,
won a two-night stay at the Orlando Mission Inn
Golf and Tennis Resort.
8. Terri Crowder, Program Management, won a
one-night stay at the Ponte Vedra Inn and
Country Club.
9. Barbara Bruce, Direct Under 65, won brunch for
two at Juliette's in the Omni.
10. Renee Long, Central Region, won free lunch
for two at TGI Friday's in the Holiday Inn at
Baymeadows.
11. Katherine Skube, Federal Employees Program,
won a one-night getaway for two at the Marina
Hotel.
12. Nellie DeBose, Optical Character Recognition
Entry and Rogerline Townsend, Computer
Operations, each won free admissions for three
shows at Theatre Jacksonville.
William and Barbara Parham won the Keel
Club Prize, a weekend for two at the Ritz Carlton.
Keel Club members are those employees who
make a donation of $1,000 or more. This year a
record 65 employees joined the Keel Club.
Congratulations to all the prize winners and
remember: It's Good to Have the Blues Behind
United Way! ■

